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ABSTRACT 
In recent years, a number of developing countries have launched e-government programs, and several development agencies 
and governments have identified e-government implementation as a key policy priority. Driven by the success of a few 
projects in improving delivery of services to citizens and businesses, an increasing number of governments are making ICT 
investments in the public sector. While there has been a lot of success in these endeavors, evidence of failed projects has 
drawn attention to the level of risk involved in implementation. The study on role of different stakeholders is important to 
understand the improvements which can be made on these critical success factors.  Hence the objective of this paper is to (1) 
To understand the role of key stakeholders which influence the success of e-governance projects. (2) Come up with a 
framework considering role of all these key stakeholders.  Through a conceptual analysis the we tried to examine the 
relationship and role among different stakeholders and how they contribute towards successful implementation of e-
governance programs.  
 
Key Words: E-Governance, Leadership, Internal IT Department, IT Service Provider, Employees  
INTRODUCTION 
Evolution of e-government has some degree of similarities with the evolution of e-commerce (Riley, 2005). Analogous to e-
commerce, which allows businesses to transact with each other more efficiently (B2B) and brings customers closer to 
businesses (B2C), e-government aims to make the interaction between government and citizens (G2C), government and 
business enterprises (G2B), and inter-agency relationships (G2G) more friendly, convenient, transparent and inexpensive. 
The way organizations matured from initially having a web presence only, to offering transaction services and business front-
end and back-end integration (as well as several more sophisticated development levels); e-government also matures along a 
similar development path, which starts with broadcasting, then interaction, followed by transaction, and finally integration. 
E-governance is the way to serve the citizen and empower citizen for development of the society. This can be done by using   
Information technology, such as WAN, Internet and mobile computing that have the ability to transform the relationship with 
citizens, businesses and other arms of government. These technologies could serve a variety of different ends: better delivery 
of government services to citizens, improved interactions with business and industry, citizen empowerment through access to 
information, or more efficient government management. (Basu, 2004). Through a conceptual analysis the authors examine 
the relationship between social inclusion and e-inclusion and how they contributes towards promoting the use of ICT to 
overcome exclusion and improve economic performance, employment opportunities, quality of life, social participation and 
cohesion (Almuwil, 2011). However, successful implementation of e-governance program is critical considering different 
environmental and social issues concerning to different stakeholders. Therefore, the role of key stakeholders is vital. Hence, 
government of India has established the National Informatics Center (NIC), different nodal agencies, and e-governance 
advocacy councils. Various new e-governance program initiatives have been taken by government of India. The e-
governance program budget ranges from Rs 11000 Cr. Per Annum (Adhar) to Rs 1.18 Cr.. E-governance is said to be a pill 
for all ills of governance. However, many e-Governance projects are not succeeding or are facing bottlenecks. the outcome of 
these programs are in dark despite all processes are as per expectations. Therefore, actors oriented approach need to be 
understood for implementation of e-governance programs. There is resistance to change or duplication of efforts in many 
initiatives. There are local language issues in some cases and a lack of planning in others. Lack of infrastructure is a 
bottleneck in some programs, while in some cases the lack of process and legal reforms is hindering the projects (Sachdeva, 
2006). In some cases the lack of technology and architecture is leading to slow implementation. Three paradigms, which each 
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include a set of factors that impacts the success of E-government success namely, organizational paradigm, technology 
paradigm and end-users paradigm (Al-Azri et al. 2010). This paper is aimed at analyzing the various essentials for successful 
e-Governance from the stakeholder perspective of India and come up with a conceptual framework for successful e-
governance program. 
 
To explore the e-governance program implementation, this is structured as follows. The nest section discussed the contextual 
aspects of global scenario of e-governance followed by Indian scenario. After that, we discussed the role of key stakeholders, 
including Leadership, International Employees, Internal IT Service Provider, Internal IT department for e-governance 
program execution. After discussing stakeholder importance, we conceptualize the framework and proposed the framework 
in Figure 1 for successful e-governance program implementation.  Paper summarized with concluding remarks and limitation 
in the study. This study is still in the progress.  
 
E-GOVERNANCE IN GLOBAL SCENARIO  
 
In western countries, the relationship between government and citizens is in continuous evolution. In the 1990s, the 
democratic deficits and gaps between the state and its citizens became obvious to politicians. The service delivery by the 
public sector has become a key issue in reconstructing the legitimacy of government through the enhancement of 
transparency, openness, and accountability (Torres L et al, 2006). Nowadays, the adoption of web-based technologies to 
deliver government services has become a global trend in public administration. Governments are using information systems 
to provide a two-way dialogue between officials and citizens (Brock, 2009). The maturity of developed countries is much 
higher than developing and under developed nations as far as e-governance maturity is concerned. It is argued that e-
governance requires lot of discretionary spent which countries with higher GDP are able to do (Singh & Das  2007).  
 
The Australian Federal Government set a goal to put all appropriate federal government services online. In 2002, the 
government in its strategy titled “Better Services, Better Government” focused on improving online services. In 2006, in its 
strategy titled “Responsive Government: A new service agenda”, the focus is on providing more integrated and connected 
services and transforming underlying government processes.  
 
Canada has several strategic plans related to e-government, for example, the IM-IT strategic plan and IM-IT investment plan, 
both are under the government online (GOL) i.e., the officials responsible for e-Government. An examination of the largest 
municipalities in Canada reveals a sophisticated online presence, having made large strides in creating portals that are highly 
informative, easy to use, and functional in a variety of ways. For instance, most municipalities have organized their online 
portals around streams of common services defined by user type i.e. resident, business, visitor etc., while also offering a set 
of 'life events' or 'key topics' to facilitate quick and convenient navigation.' For less obvious requests, site maps, search 
engines and alternative inquiry methods are common characteristics of local government web-sites (Roy, 2006).  
 
Italy has well developed plans and strategies for management optimization which covers both central government and 
regional governments. In 2007 it established the public connectivity and cooperation system which connects most of the 
central government offices. In Italy e-governance is coming up as an emerging platform for improving digital access to 
cultural heritage (Shapira , Azorın and Chiabai, 2008). The government adopted the enterprise architecture approach and 
accordingly the ministries, who had developed their systems individually, reviewed their business processes and systems. 
 
E-Government services in United States began in 1998 when the government established the government paperwork 
elimination act by president Clinton in 1997. Since then, United States has started developing different services that would 
assist the government to eliminate the use of paper. By 2000, the government deployed the top 500 forms used by citizens to 
the internet so that it could be easily accessed by citizens. The memorandum on e-government was established and mandated 
local governments to build secured electronic service infrastructures. Currently, the government is entering a new phase of 
implementing Web 2.0, which is beyond the concept of e-government. Even among countries which are doing well e-
governance there are different countries which lead on different parameter. When we compare Taiwan and USA on e-
governance front United States leads in online citizen participation while Taiwan score better in bridging the digital divide 
and utilizing mobile networks (Chen, Hsieh, 2009).  
 
While the globally developed countries has made more progress in implementation of e-governance programs, where ever 
there is focused effort by the government considerable success has been made by developing countries, the national registry 
of identification in Peru is one good example of this (Orihuela , 2009). Similarly in Uganda a pilot projects in four districts of 
the country's administrative system. The project's purpose was to promote the facilities and capacities for adopting data 
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management and communications to deliver enhanced local government administration services. There was clear evidence 
that the implementation of ICT resulted in savings in administrative expenditure; freeing funds to be used for other more 
pressing economic activities, and complementing central government's poverty eradication action plan (Williams S, 2008). 
As e-government evolves, many countries are catching up with the leaders in offering more diverse, advanced and 
comprehensive electronic services through one-stop-shop portals. 
 
The success of e-govenance programs has involved key participation from all the four stakeholders starting with right 
leadership to provide the vision. The concerned department had the desired focus on the change management.. The IT nodal 
agency and vendors  had required commitment towards the e-governance programs. 
 
E-GOVERNANCE SCENARIO IN INDIA  
 
Developing countries, particularly India, are investing heavily in e-governance, driven largely by the promise of efficiency 
and transparency (De R, 2006). While there are no definitive estimates, it is generally believed that the e-governance 
spending will run into hundreds of billion over the next few years. While the first generation of e-governance spending 
focused on hardware, the focus is increasingly shifting to leveraging e-governance for better information management, 
improving operational efficiencies and of late, improved transparency (Rupanagunta, 2006).  
 
The government has started implementing the National e-Governance Plan (NeGP) which is composed of 27 mission mode 
projects and 10 components. These mission mode projects (MMPs) have been identified on the basis of high citizen/business 
interface covering a wide range of core services offered by the department. The department of Information Technology (IT) 
which is under the Ministry of Communications and Information Technology is responsible for the implementation of the 
national e-governance plan (Singla M L, 2002). Ministry of Information Technology (MIT), government of India has set up 
centre for e-governance for showcasing and demonstrating the successful initiatives by various centre, state and union 
territory governments of India as well as display the world over best practices in e-governance. The national e-governance 
plan provides a window of opportunity for reorientation of government business. However, for the plan to be successful, the 
government has to manage its organizational resources just as a successful entrepreneur manages his portfolio of businesses. 
A practical way of achieving this is to build strategic alliances among organizations engaged in overlapping or related 
functions (Suri & Sushil, 2006).  
 
There is large number of examples in India where IT has been leveraged for implementation of e-governance solutions. 
While earlier IT applications focused on improving the internal processing of government, recent focus has been on using IT 
to improve the interface between government and citizens. (Madon, 2006)  
 
In Punjab, government has formed IT vision groups in all government departments, and areas like crop yields, farm practices, 
seeds, on-line support and weather information to agriculturists are also covered under the initiative. A total budget outlay of 
Rs.24.74 billion in one year was earmarked for the purpose. Every department has been asked to host and maintain its own 
web page through National Informatics Centre, New Delhi  
 
In Andhara Pradesh internet access has been promised in all the villages in time to come, where people will be able to avail 
of 24 services from the net. Public can get caste and income certificates without visiting a Government office. The other 
south Indian state of Tamil Nadu, like other Indian states, has undertaken several e-government projects with the stated aim 
of improving the delivery of public services to citizens. The e-governance projects like STAR and REGiNET have 
undoubtedly improved the processes of the registration department, increased the efficiency and reliability of the services 
(Vasudevan, 2008).  
 
Akshaya is a unique telecenter project implemented in Malappuram district of Kerala. Launched in November 2002, this 
project was conceived with the idea of bridging the digital divide by simultaneously addressing issues of ICT access, skill, 
and content. The project is a key component of the e-governance roadmap of the state. In the initial phase, one person from 
every family in the district was targeted to receive functional ICT skills; 630 centers (kiosks) owned and run by entrepreneurs 
were started in the district as part of the project. Digital content pertaining to health care, agriculture, education, and legal 
issues was created in the local language for the project (Rajalekshmi, 2007).  
 
Telecommunication has recently been included in the category of basic infrastructures and an important support service 
needed for rapid growth and modernization of various sectors of economy. Various e-governance initiatives, such as e-
Choupal, e-Seva, and AMCUS have been launched by a private sector organization, a state government, and a co-operative of 
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farmers respectively (Singla, 2005). ICTs can help in an effective way to combat poverty and improving the reach of 
education and healthcare for rural masses. While the allocating required funds is a challenge, implementation is even bigger, 
tremendous and complex task (Chhibber, 2004). 
 
In india the development of e-governance had been strongly aligned with the commitment of the stakeholders. The states in 
which political and bureaucratic leadership has put the focus on implementation of e-governance programs has done better 
than other states.  The departments which have undergone the change in one state have been more likely to get computerized 
in other states. The commitment of the IT vendors has also been on the increase as focus on these programs is increasing. 
 
ROLE OF KEY STAKEHOLDERS IN SUCCESSFUL IMPLEMENTATION  
It is clear that e-governance does not happen just because a government buys more computers and puts up a website. While 
online service delivery can be more efficient and less costly than other channels, cost savings and services improvements are 
not automatic. A lot of work has happened to look into the reasons for the success of certain programs vis-à-vis failure of 
other programs (Streib, Willough, 2005). However e-government field, like most young fields, lacks a strong body of well-
developed theory. One strategy for coping with theoretical immaturity is to import and adapt theories from other, more 
mature fields. Stakeholder theory advocates addressing role of all stakeholders in a firm, as opposed to concentration on the 
interests of senior managers and stockholders (Flak, Rose, 2005). Similarly success of implementation of e-governance 
programs should be looked at role of all the stakeholders involved in the implementation of the e-governance programs.  
 
For any successful implementation of e-governance program, the role of key stakeholders is very important. A typical e-
governance program has four key stakeholders who are involved in success of an e-governance program. These stakeholders 
are: (1) The government leadership which includes political leadership and concerned bureaucracy (2) Employees of the 
department which undertakes the e-governance initiative (3) Internal IT department, this role is supported by National 
Informatics department (4) IT service provider, most of e-governance programs are outsourced to private organizations or 
executed in house consultants. In this paper we analyze the role of key stakeholder in success of the e-governance programs. 
 
Leadership 
Leadership for e-governance programs is provided by the political and bureaucratic head of the department. Like all other 
fields leadership is an important aspect of e-governance. The commitment of top leadership is important for e-governance. 
The leadership provides the role of reformers who will help the e-governance initiatives sail through. The leadership may as 
well come from the private sector wherein the private partners may drive the whole initiative for the government. Despite the 
importance of technological and skill infrastructures, it is the politics of e-governance initiatives that probably hold the key. 
E-Governance projects have made slow progress in many countries because they do not serve the self-interests of the major 
stakeholders, particular senior public officials. The views of senior public officials are therefore absolutely critical; hence the 
emphasis laid on the issues of leadership and commitment. Public officials must be convinced that e-governance is in the 
long interest of the department and government. 
 
Lack of clarify on vision and support of top management is an issue for the e-governance programs. Most of the time is not 
clear as to why are we doing this. Is it for computerization or better service or speed in delivery or an additional channel 
would be needed (Bill, 2004).As of now in most cases it is unknown that who is driving the project. Is it the department 
objectives (including the Department of IT at State Levels), NISG/NICCSI/NIC at national level or state e-government 
agency or hired consultant or PMU or system integrator (Glaser, 2005). In most cases the secretary of the department is due 
to retire or to be transferred. Ministers and governments change more often and along with that the priorities of the top 
management (Chatterjee, 2010). The role of leadership is very important in addressing these ambiguities. 
 
Knowledgeable leadership plays a critical role in the development of e-governance applications. At least one committed risk 
taker must provide the initial spark. Process champions are considered essential to successful strategic planning for an 
innovation (Bryson and Roering, 1988) and total quality management (West et al, 1993). It is unclear what level of 
knowledge is needed to provide leadership for e-governance, but credible leadership is essential. A technician is not 
necessarily needed at the top, but the leadership does need a good sense of the costs and benefits of different alternatives. 
Many local governments may lack the vigorous leadership needed to be e-governance pioneers.  
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Effective implementation “requires that subordinates (or implementers) know what they are supposed to do” Their model 
required policy standards and objectives to be transmitted clearly, accurately, consistently, and in a timely manner (Meter V 
et al, 1975). While this is a good starting point, others view communication as more of a long-term proposition. This may 
lack in the governments. 
Developing and implementing e-governance applications will require sustained attention by a bureaucrat incharge. These 
individuals do not have a lot of spare time for introspection or experimentation. Most of the time e-governance initiatives are 
a add on their other responsibilities and e-governance initiatives end up taking back seat 
 
Internal Employee 
Government employees are on the forefront of the change which e-governance programs bring in the working and services of 
the government department. Implementation of e-governance program means that they will have to learn new things. 
Employees may resist certain initiatives as they are working in their comfort zones for years and rarely appreciate a change in 
job profile (Nunn S, 2001). The computerized system will lead to further transparency and lack of discretion by individual 
officials who work on these systems. Therefore some employees fear a loss of power and resist change. 
 
The majority of employees in Government departments already are reported to feel overburdened with work and therefore 
prone to resist change for fear their workloads may increase. The available studies also support that computerization has 
impact in the requirement of skills for the same job and increase in productivity, hence making existing employees redundant 
(Baddeley, 2008; Dawson, Mcloughlin, 1986).With introduction of new systems there will be more redundancy and therefore 
employees fear a job loss and hence there is resistance to change (Tapsell and Law, 1998). The change management part of 
the e-governance programs is most ignored area and contributes to the failure of lot of programs. Lot of focus should be 
given to manage the change and ensure that internal employees see it as a growth opportunity rather than a threat. 
 
The quality and commitment of local government staff will play a major role in the success of any e-governance initiative. 
Staff can be viewed as the actual implementers of any new e-governance policies or programs. It comes out that there are 
three things that could stop implementers from completing their assigned tasks. Two that are relevant to this discussion are 
dispositional problems, when implementers do not want to do what they are supposed to; and capability problems, when 
implementers are not able to do what they are supposed to do (Meter V et al, 1975).  
 
Information Technology Service Providers 
Indian Information Technology (IT) industry has made a remarkable impact on the global IT map. Indian IT industry is 
expected to do revenue of $ 70 billion in this FY12 and this continues to grow at 15% annual growth. Even after this kind of 
success, the contribution of these organizations in implementation of e-governance programs is very limited. 
 
Innovation specialists are in high demand in e-governance projects as are project management specialists who take the lead. 
An e-governance project will take approximately one year to gain approvals. It will make another year for process study and 
RFP preparation. An additional six months will go in bid process management. In addition, it is likely to take three months 
for signing the contract. Approximately two to three years also will be required for implementation and another year in 
training of staff and deployment across locations. The benefits of the system occur after years and cannot be quantified. 
These long implementation cycles means that project moves to high risk category. It is required that project performance, 
cost and schedule clearly base lined and a experienced project manager is put who can control these for a project spanning 
multiple years (Powner, 2006). Government officials are used to hierarchical functions where consultants are experienced in 
flat structures. Delays are common to government departments where as in the private sector, each delay costs money.  
 
IT service providers have experience of executing large transformation programs in global markets and these companies 
should bring that experience in execution of large e-governance programs. IT professionals may prefer to work for global 
customers and e-governance programs may not be getting the best professional for executing these programs. However large 
end to end system integration programs is a great opportunity for IT industry in India 
 
Information Technology Department / National Informatics Centre  
 
Most of state governments have a dedicated IT department, which overlooks the implementation of the IT programs. They 
are very important stakeholder because this department acts as interface across multiple e-governance initiatives being taken 
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across the state. IT department is part of the team which reviews the IT strategy plan for each department and then approves 
the long term road map for the each department and overall state. Government is a distributed enterprise with similar 
knowledge requirements spread across the state, districts, and other local governments. In this scenario role of this group is 
very important to ensure that proper knowledge management tools are used and experience gained in one program is shared 
across other programs so that same mistakes don’t happen again.  
 
The National Informatics Centre (NIC) is a premier organization of the Department of Information Technology, Government 
of India, with a business mandate of steering information and communication technology (ICT) applications in all layers 
(central as well as provincial) of the Indian government setup. The NIC is a distributed organization encompassing the 
headquarters at the national capital (New Delhi), State units in all the provincial units of the Indian republic, and district 
centers in more than 500 districts of the country. The technical workforce, which constitutes more than 90 percent of the 
organization’s total strength, is distributed across the country to address the ICT requirements of the departments at the 
central and state governmental levels. There is a separate NIC unit to look after each department at all levels of the 
government. Thus, the organizational setup of the NIC closely mirrors the Indian government’s administrative setup and they 
have a key role in ensuring that best practices from successful e-governance programs are available to the new initiatives and 
leveraged for a these new initiatives. 
 
The multiple e-Government projects are not based on standards and are rarely interoperable. The various departments 
function as a disjointed manner and getting them integrated is resisted by each department (Goldschmidt, 2007). For the 
success of the e-governance program at state level, there should be a a state wide enterprise architecture and state IT 
department/NIC should ensure that all applications built across multiple department adhere to this architecture so that there 
are no challenges of interoperability and if need be then applications can interface with each other. 
DEVELOPMENT OF CONCEPTUAL FRAMEWORK 
Based on the role of these stakeholders and their specific contribution to the success of the e-governance program, we have 
come up with a conceptual framework shown in “Figure 1”.  
As per this framework, leadership has a key role to play in the success of any program. The role of the leadership is to 
provide vision for the department. Bureaucratic head of the department need to ensure that a clear IT roadmap is laid out for 
the department. The vision for roadmap should be supported with continuous commitment to the cause. Apart from the 
vision, leadership is also responsible for ensuring that required resources are made available for implementation of the IT 
roadmap. These resources should include the financial allocations and commitment of required time and effort from the 
extended team. The leadership is also responsible for timely communication of the vision with all other stakeholders, so that 
it is shared vision and every other stakeholder understands the long term plan. Leadership also need to understands and 
anticipate the concerns and fears of other stakeholders mainly employees. As stated earlier-governance program is a huge 
change management exercise also. The expectation and commitment required from the employees should be clearly stated 
and their buy in should be taken. 
The other key stakeholder is the employees of the government department which take up any large program. Lot of these 
employees will be actively involved and impacted by the program. One of the key issues identified for failure of e-
governance program is that in most of e-governance program in India, we are try to automate the existing as it is. Processes 
of most of the government departments may be working fine under manual process but will need changes before automating. 
Department need ensure that such issues are identified through business process reengineering. Any BPR exercise will mean 
that there may be changes in the job responsibilities of quite a few employees and they may have to undergo training for this. 
Employees need to show commitment and flexibility to take up such activities. 
The internal IT department and government nodal agency such as National Informatics Centre is also a very key stakeholder. 
This department works across the state on multiple e-governance initiatives. They need to make sure that proper knowledge 
management infrastructure is in place so that experiences and best practices from one program can be used across other 
programs. Interconnectivity and interoperability of different application across the government is a huge challenge. This 
department as a nodal agency is responsible to ensure that these issues are taken care. Availability of reliable infrastructure 
with network connectivity is huge challenge in developing countries like India. This department is responsible to ensure that 
state wide WAN is put in place with adequate bandwidth to meet the long term requirement of various e-governance 
programs across the state. Technology adaptability among the end user is also a big challenge in rolling out citizen centric e-
governance programs. This department needs to take different initiatives to ensure that technology adaptability and 
acceptance is there among the larger user base 
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Figure 1: Conceptual Framework 
. 
The other important stakeholder is the IT service provider, who is responsible for technical implementation of these 
programs. E-governance programs are normally large programs with multiple stakeholders. Program management of these 
large programs is a huge challenge. Immaculate project planning is required to ensure that all the activities and dependencies 
are identified proactively. Service providers need to ensure that proper processes are put in place to manage scope. This will 
ensure that any unnecessary scope creeps are managed properly with common understanding among various stakeholders. To 
track the planning process, scope and other activities timely and proper project reporting is important.  
The proposed framework highlights all these stakeholders and their role in successful implementation of e-governance 
programs. 
Research in Progress 
While we have come up with a theoretical framework, as part of the research apart from the literature study, which we have 
done, we will collect qualitative data from experts. We will interview 15 -20 individuals from these stakeholder groups for 
the critical factors for success of e-governance program and collate all the critical issues experienced by them. 
Based on this qualitative input, we will come up with questionnaire on the critical factors for success of e-governance 
program. We will reach out to around 200 respondents from these stakeholders with this questionnaire and take their 
response on the relative importance of each of these factors.  For response to the questionnaire, we will reach out to all the 
four stakeholders.  Based on these responses we will validate the conceptual framework on role of each of the stakeholders. 
After this quantitative analysis, we will do a detailed case study on three e-governance program, which are winners of 
national e-governance award in last five years and validate the specific actions taken by these programs on these factors for 
ensuring success. 
CONCLUDING REMARKS 
Based on review of the role of key stakeholders in success of e-governance program it is clear that The government has a key 
role in the e-governance plan in setting up a shared vision, the policy, the regulatory framework and in setting standards. The 
IT department and IT service providers can provide the ICT infrastructure; advisory services like feasibility studies and 
program management services; co-own risks and rewards to an extent; facilitate change management; and share best 
practices. Active participation from employees is required to ensure that vision set forth by the leadership is achieved. For 
this, employees need to be part of shared vision rather than just getting impacted with the outcomes of these initiatives.  
 
Successful 
Implementation of  
E-governance 
Program 
IT Service 
Provider 
Leadership  
Employees 
Internal IT 
department 
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Budget Availability 
Communication 
Change Management 
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Note: This research is still in progress; there is no discussion or research findings hence no conclusion.  
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